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Introduction

Scope of this report

Geography: Global

Services: Salesforce services

Over the past few years, Salesforce has transformed from 

a CRM platform to a comprehensive suite empowering 

enterprises. The focus shifted toward a unified customer 

view with Einstein Analytics and Customer 360, while 

industry-specific cloud solutions served diverse needs. 

The integration of AI and ML further boosted its 

automation, personalization, and data analytics 

capabilities. The acquisition of Slack further streamlined 

communication and collaboration. 

Looking ahead, Salesforce is poised to empower 

enterprises further with its enhanced focus on data and AI, 

with the recent launch of focused products such as Data 

Cloud and the Einstein 1 platform. These aim to meet the 

AI-specific objectives of enterprises in the short and long 

term, while making significant advances in the generative 

AI space. The launch of SMB-focused products such as 

Starter and Pro Suites showcases its commitment to 

serving a new customer base while enhancing its 

enterprise footprint. The constant push for multi-cloud, 

industry clouds, and ecosystem partnerships to meet 

enterprises’ dynamic needs is charting a course for hyper-

efficiency and responsible innovation, ensuring enterprises 

thrive in the ever-evolving technological landscape with 

sustainability at the core.

With distinct enterprise demands and an evolving 

Salesforce landscape, service providers are investing in 

scaling their industry-specific and generative AI-specific 

talent pool, forging partnerships with Salesforce on AI and 

solutioning, and developing differentiated IP and assets to 

augment enterprise transformation journeys.

This research provides insights into the value delivered, 

including enterprises’ satisfaction for Salesforce services 

across key parameters, and identifies the top five service 

providers that have delivered superior value for 

enterprises.

The assessment is based on over 60 unique interviews 

conducted in 2023-24 with enterprises globally as part of 

the enterprise platform services. These enterprises were 

nominated as reference clients by different service 

providers and studied across Salesforce Services 

PEAK Matrix® 2024 evaluations.
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This research provides insights into the value delivered, including enterprises satisfaction for Salesforce 

services across key parameters and identifies the top five service providers that have delivered superior value 
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